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Section 1: Introduction 
The United States has always been a country of immigrants. According to the Migration 
Policy Institute, the United States is home to more than 20 million naturalized citizens, more 
than 13.3 million naturalization-eligible immigrants, and an estimated 11.4 million 
unauthorized immigrants (Zong and Batalova, 2017). Nevertheless, immigration has long 
supported the growth and dynamism of the U.S. economy; immigrants and refugees have 
become entrepreneurs, job creators, taxpayers, and consumers. Since immigration has 
traditionally aroused strong passions in the United States, this topic has been an important 
source of the U.S. political debate for decades. Policymakers must weigh the impact of 
immigration on economic competition, security, and humanitarian concerns.  
There are many non-profit organizations which provide immigration and other legal 
services to immigrants in Santa Clara County. However, the capacity of legal services 
providers and their partners still face daunting challenges when trying to meet an 
overwhelming need that contrasts with limited resources (McAllister, 2015). Under these 
circumstances, the quality and effectiveness of immigration legal service providers in 
delivering their services is a subject of concern for immigrant groups. Community-based 
organizations are best suited to help immigrants with the legalization process (Cordero-
Guzman, 2005) and their integration into the economic, political, and social mainstream in the 
long run. 
The Immigration & Citizenship Program (ICP) has been established to help low-
income immigrants with quality immigration legal services (Limas, personal communication, 
September 13, 2017). To determine the effectiveness of ICP in providing immigration legal 
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services in Santa Clara County, the present study used a program evaluation to answer whether 
the program ultimately fulfills the community needs. 
 
1.1 Background/History 
The primary immigration law today is based on the Immigration and Nationality Act 
(INA) of 1952. Most immigration-related legislation since then has amended various sections 
of the Act. The Act deals with “Aliens and Nationality,” which codified and brought together 
for the first time all the nation's laws about immigration and naturalization. During the past 
decade, several immigration reform bills that amended the current INA were introduced in 
Congress. The Act was continuously amended throughout the years to increase immigration as 
well as to accommodate refugees, excluded and restricted classes (McCarran, n.d.). 
The goals of the current immigration policies are wide-ranging and can be divided into 
four major categories. First and foremost, the goal of reunifying families by admitting 
immigrants who already have family members living in the United States has always been the 
top priority. A necessary corollary to the emphasis on family reunification is to make kinship 
determine most immigrant selection. Second, the policy seeks to provide a refuge for people 
who face the risk of political, racial, or religious persecution in their home countries. Third, 
the policy tries to admit workers in occupations with strong demand for labor. Consequently, 
the fourth and final goal is to provide admission to people from countries with historically low 
rates of immigration to the United States to enhance diversity (American Immigration Council, 
2016).  
The most obvious impact of immigration is the demographic nature. Looking at the 
drastic increment of the nation’s annual population, immigration adds people to the United 
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States land mass, enlarging the current and future population size, altering the age structure, 
and rearranging the racial and ethnic makeup. Immigration policies have brought important 
changes to the nation demographics that exert a wide influence on economy, politics, and 
culture (Lopez, Passel, and Rohal, 2015). 
The U.S. immigration system is vast and complex, and there is a lot of confusion about 
how it works among immigrants. Occasionally, even law practitioners underestimate 
immigration issues at some point; for example, in a criminal case representing undocumented 
aliens, in a divorce case representing an abused spouse, or in an employment case representing 
an employer who has unwittingly hired a student who does not have the legal right to work. 
Indeed, the US immigration system is designed for applicants who belong to very specific 
categories. For those who fall outside of these categories or whose situation is facing different 
issues, immigration status can be challenging (see Figure 1 for the pathways and roadblocks to 
lawful U.S. immigration).  
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Figure 1: Immigration Pathways.    
Source: USCIS and Business Insider, 2017 
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At the present time, the federal agency which is responsible for the oversight and 
application of immigration laws is known as the United States Citizenship and Immigration 
Service (USCIS), while the enforcement of the law is handled by United States Immigration 
and Customs Enforcement (ICE). Both agencies operate under the supervision of the 
Department of Homeland Security (DHS). 
If a person is not a U.S. citizen and enters the country, he/she has either a nonimmigrant 
or immigrant status. A nonimmigrant status is for people who enter the U.S. on a temporary 
basis such as tourism, business, temporary work, or study; while immigrant status applies to 
those who live permanently in the United States, with the terms of permanent resident, 
immigrant, green card holder, or resident alien. Non-immigrants, who intend to live in the 
United States, must file their request for immigrant status with the USCIS. However, the 
process is more complicated than just filling-in a simple form. An assessment of eligibility is 
as important as completing the forms properly and providing sufficient supporting documents. 
Failure to assess the eligibility of an immigrant before submitting their application may lead 
to something much worse than a denial, which includes being deported, sometimes within a 
matter of hours. Therefore, applicants must carefully review their eligibility for immigration 
benefits before they submit an application to USCIS. It is important for the immigrant to retain 
an experienced immigration attorney for adequate representation at the immigrant personal 
interview before a USCIS officer.  
In addition, immigration applications are costly and many low-income immigrants who 
would like to start a legal procedure may struggle financially. Low-income immigrants who 
are not able to afford to hire an immigration attorney face a maze of complex immigration laws 
that may affect fundamental aspects of their lives. These include adjusting their immigration 
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status, applying for citizenship, sponsoring a family member to join them in the United States, 
and accessing critical public services.  
While the federal government is inconclusive on immigration reform, California has 
acted to become the most immigrant-friendly state. No state symbolizes the modern immigrant 
experience more than California. Indeed, the Golden State receives more than 325,000 
immigrants each year from virtually every part of the world (Paral, 2008). These immigrants 
enter the country through many channels; they come to find jobs, reunite with family members, 
or flee persecution (Passel and Cohn, 2008). The state has passed about a dozen laws in the 
last two years that allow unauthorized immigrants to get subsidized health insurance, student 
loans, financial aid, and professional licenses to practice law and medicine (The Associated 
Press, 2015; Karlamangla, 2016). In supporting integration, state, counties, and localities 
propose a wide range of services: English-language instruction, culturally competent health 
care, job training, and services to assist legal immigrants with naturalization in order to become 
active participants in the nation’s democratic process (Paral, 2008). 
According to the national group Grantmakers Concerned with Immigrants and 
Refugees, there are approximately 190,000 Santa Clara County residents who are eligible to 
be naturalized but have not begun the process (McLaughlin, 2009).  Many legal residents 
eligible to become U.S. citizens in Santa Clara County need guidance and assistance with the 
application process and fees. As of 2015, only 81.9 percent of Santa Clara County residents 
were US citizens, which is lower than the national average of 93 percent (Data USA, n.d.). 
With the awareness and understanding that immigrants contribute to the strength of the region, 
Santa Clara County has made significant efforts to develop policies based on research, and to 
establish practices and collaborations that go beyond the typical approach adopted by other 
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local governments. The county is refining its community preparedness and gaining 
understanding about resources available to serve local immigrant populations (McAllister, 
2015). 
Santa Clara County funded the Citizenship Initiative in 1997 to establish the eligibility 
for thousands of immigrants after the welfare reforms under the 1996 Federal Personal 
Responsibility and Work Opportunity Reconciliation Act. These initiatives brought together 
the Santa Clara County Citizenship Collaborative (SCCCC), a collection of organizations 
which receive the county’s funding to provide immigration legal services and to act as a source 
of referral and collaboration for immigrant advocates (County of Santa Clara, 2013).   
 SCCCC is coordinated by the Office of Immigrant Relations (OIR), a program of the 
Santa Clara County Office of Human Relations. It aims to assist all eligible residents to take 
the next step to citizenship by providing individuals with the services and education needed to 
successfully complete the naturalization process. The members of the SCCCC that provide 
accredited or attorney-guided immigration legal services include:  
• Services Immigrant Rights and Education Network (SIREN), which focuses on 
immigration, citizenship, community education and training. 
• Immigration and Citizenship Program (ICP) under the Center for Employment 
Training (CET), which offers support services, application assistance, as well as 
legal consultations and representation. 
• Asian Law Alliance (ALA), which offers services assisting with immigration, 
housing, employment, domestic violence, and civil rights. 
• Catholic Charities of Santa Clara County (CCSSC), which concentrates on 
immigration, naturalization, representation of persons in detention, removal 
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hearings, work authorization, asylum, and appeals through the Board of 
Immigration Appeals (BIA). 
 
1.2 CET - Immigration and Citizenship Program (ICP) 
The Center for Employment Training (CET) was founded in 1967 as a consequence of 
the 1960s California Farm Workers Movement1. It was initially meant to provide skills training 
and job placement services to migrant and seasonal farm workers who suffered from poverty, 
inhumane working conditions and low wages, and to assist these workers to find stable, full-
time, permanent industry positions.  
Over the last 50 years, CET has expanded its program to a hands-on skill training and 
human development program designed to serve youth and adults of all educational levels and 
social backgrounds, especially those most in need of access to quality, affordable, post-
secondary education that leads to gainful employment (CET, 2016).  
Although the programs offered by CET are not specifically targeted at the 
Hispanic/Latino population, a majority of the program participants come from this community. 
For example, in the headquarters in San Jose, 95 percent of CET’s training program 
participants are of Hispanic/Latino origin (CET, 2016). This is due to the fact that CET’s 
original goal is to serve effectively as an intermediate and a network between employers and 
job seekers among the disadvantaged, which in this particular case primarily targets the 
Hispanic/Latino population. Through the wide word-of-mouth chain, CET has grown into a 
network of 33 education centers operating in 12 states. 
                                                          
1 A farm labor activism and social justice movement that happened in 1965, originated from the grape boycott 
and became one of the most significant social justice movements for farm workers in the United States. 
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In 1986, CET created the Immigration and Citizenship Program (ICP) to promote and 
strengthen civic involvement among the immigrant population, in conjunction with the 
Immigration Reform and Control Act (IRCA)2 (CET, 2016). During the IRCA implementation, 
40,000 individuals benefited from ICP’s legal support services. 
ICP provides the following immigration legal services: 
• Citizenship Services: One-on-one consultations to determine whether the clients 
are eligible for citizenship 
• Citizenship Classes: Classes that teach students to learn and practice the basic 
elements of the US naturalization exam. 
• Immigration Services: Legal consultations, adjustment of status, Temporary 
Protective Status (TPS), V, K, and Fiancé Visas, U Visas for victims of crime, Legal 
Permanent Resident (Green) Card Renewal and Replacement, Employment 
Authorization and Removal of conditional residence  
• Deferred Action for Childhood Arrivals (DACA)3: One-on-one consultations to 
assess eligibility for DACA, and to assist clients with determining whether they are 
eligible for any other immigration benefits beyond DACA. 
Additionally, ICP provides other immigration and citizenship services, such as 
completing and filing forms for the United States Citizenship and Immigration Services 
                                                          
2 The Immigration Reform and Control Act (IRCA) is a federal law that regulates the employment of foreign 
workers. The Act prohibits employers from hiring or referring individuals who are not authorized to work in the 
United States. 
3 An immigration policy that allows those who qualify to stay in the United States and obtain permission to 
work or study for two years at a time, with the opportunity to renew. It is aimed to protect eligible immigrant 
youth who came to the United States when they were children from deportation. 
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(USCIS), application assistance, immigration legal services for family with mixed status, or 
legal permanent residents (i.e., green card holders applying for citizenship) (CET, 2010).  
 ICP accepts all clients that seek immigration legal assistance, regardless of their origin 
or background. The program provides free citizenship assistance in 14 languages with 
volunteers accredited with the BIA (Board of Immigration Appeals) and low-cost immigration 
legal services. A BIA-accredited representative can assist with the preparation of immigration 
documents and provide legal advice regarding the options available to qualify for immigration 
benefits. However, a majority of ICP’s clients are Spanish-speaking immigrants who come 
from Mexico and other countries of Latin America, followed by the Vietnamese community 
(Limas, personal communication, September 13, 2017). Currently, ICP has seven full-time 
staff members and one part-time staff member. Occasionally, the team expects to have three 
to five volunteers for every Citizenship Day4 event to recruit clients.  
The immigration legal services provided by ICP can be divided into three major steps 
that need to be addressed with their clients. The first step is a “Screening Session” which 
requires the clients to fill-in a Service Request Form. This form is filled by clients at ICP’s 
main office, at screening clinics, and at events promoting citizenship. The aim is to screen 
eligible clients and determine whether ICP will be able to assist them. ICP provides 
approximately ten immigration legal services, which can vary depending on case complexity. 
For complicated cases which involve immigration proceedings5, ICP will refer the cases to 
                                                          
4 Citizenship Day is a workshop hosted by the Santa Clara County Citizenship Collaborative to assist, at no 
cost, legal permanent residents with their applications for U.S. citizenship. 
5 Immigration proceedings refers to an individual when he/she is detained for an immigration violation, which 
could include overstaying a visa, entering the United States illegally, or failing to comply with green card 
requirements. 
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other non-profit organizations, because they do not have resources for counseling in 
immigration court.  
The second step of the service is an “Interview Session.” After screening through 
eligible clients, the ICP team will make an appointment with them. According to the 
immigration specialist, Glenda Solis, the waiting time to get an appointment with ICP is about 
one to two weeks. Once the staff members meet with the clients, they will have them fill-in the 
Immigration Consultation Form, to determine what services the client will need. The ICP team 
has six BIA-accredited staff to manage simple cases such as helping completing forms and 
filing them with USCIS. For more complex cases that involve legal issues such as asylum 
applications and consular processing, the ICP staff members will pass them to an attorney for 
careful-handling (Solis, personal communication, September 14, 2017).   
Finally, the third step of the service is the “Follow-up Session,” which consists of 
checking the cases and client application statuses after application submissions. According to 
the program director, it is preferable to monitor clients from time-to-time, because some clients 
may move away or lose contact while their application is still pending.  
From a general point of view, ICP’s funding comes from a combination of sources, 
which include government grants, collaboration with other non-profit organizations, and 
individual sources with a minimal service charge. ICP charges its clients according to their 
ability to pay, by placing clients on a sliding fee scale which is a function of their family size 
and their income. Additionally, ICP works with different institutions including government 
agencies to provide immigration legal services, outreach and education across Santa Clara 
County, for which these agencies have previously defined and allocated funding. Since ICP is 
a unit of CET, it receives financial support from CET, and funding from a variety of federal, 
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state, and local government sources. Some of its funding resources come through grant 
applications submitted by its own program as well as collaborative campaigns with other 
nonprofit organizations (Limas, personal communication, September 13, 2017).  
 
1.3 Evaluation Objective 
The main goal of ICP is to provide quality immigration legal services to disadvantaged 
and low-income immigrants by helping them with the services and education they need to 
complete immigration and/or citizenship processes successfully. Hence, this evaluation intends 
to determine the degree of effectiveness to which ICP provides such services, and whether it 
achieves its main goal. 
Measuring the outcomes and impact of immigration legal services is difficult. The 
major research challenge for this study is the lack of data about the integration outcomes of 
immigrants after their immigration processes have been completed. Thus, this study does not 
evaluate the long-term impacts on immigrants’ lives after their immigration process, for 
example whether their new status helped them improve the access to quality education, job 
opportunities, and life stability. Instead, ICP chooses to focus on short-term outcomes, such as 
case resolutions and clients’ feedback. Consequently, the present study proposes to identify a 
list of criteria that can be used to assess the program’s performance, for instance, the number 
of cases which succeeded in changing immigration status with ICP’s assistance, the number of 
people turned down or referred to other organizations because of the inability of ICP to help, 
and most importantly, the reviews from clients about their experiences with ICP. 
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According to the director of ICP, Monica Limas, no such evaluation has been 
performed or proposed to the team prior to the present study (Limas, personal communication, 
September 13, 2017). Thus, the ICP team has vested their interest to understand the program’s 
effectiveness. 
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Section 2: Literature Review 
Immigration is a complex demographic phenomenon in the United States, which has 
important and controversial effects on its economy, society, and political life. Recently, various 
proposals to reform the immigration system, as well as opinion differences about changing the 
pathway to citizenship have been in the spotlight. According to a research study conducted for 
the Pew Research Center, there were approximately 11.5 million undocumented immigrants in 
the United States in 2015. The presence of these immigrants with no pathway to citizenship 
has repercussions on their family relationships and employment opportunities (Krogstad, 
Passel, and Cohn, 2017). 
Citizenship benefits the immigrant community and provides an additional boost to the 
nation’s economy. In 2016, the Institute on Taxation and Economic Policy (ITEP) conducted 
a study which demonstrated that the average tax rate for immigrants without documentation is 
higher than the rate paid by America's top earners, in the form of income, property, and sales 
taxes, and sustains more jobs in American businesses (Gee, Gardner, and Wiehe, 2016). By 
legalizing immigrants without providing them an opportunity to apply for legal status and 
citizenship, the U.S. will lose the additional economic boost that a path to citizenship would 
bring to the country. Similarly, a study conducted by Robert Lynch and Patrick Oakford 
showed that citizenship is associated with a statistically significant income boost of immigrants, 
with an average of 16 percent. Their study suggested that the sooner legal status and citizenship 
are granted to the unauthorized, the greater the gains will be for the U.S. economy (Lynch and 
Oakford, 2013). 
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2.1 The needs for immigration legal services 
Because applying for citizenship can be a long and expensive process, many 
immigrants who are thinking about starting a legal procedure may be worried about the 
financial costs. For those eligible to apply, the cost associated with the application are one of 
the main barriers to citizenship. In addition to the mandatory $640 application fee and $85 
background check cost, many immigrants often have to pay for legal fees, English classes, 
civics courses, or citizenship classes (U.S. Citizenship and Immigration Services, 2017). A 
report written by a team led by Dr. Manuel Pastor, Co-Director of the Center for the Study of 
Immigrant Integration, explained that the cost of the U.S. citizenship application became a 
major barrier for legal immigrants with low-wage jobs (Pastor et al., 2014). 
Additionally, the need for legal service assistance also comes from the fact that 
immigrants lack knowledge about immigration law. They often face many complicated 
immigration issues that govern the most fundamental aspects of their lives, such as adjusting 
their immigration status, applying for citizenship, sponsoring a family member to join them in 
the United States, or accessing critical public services. Yet, they are often unaware of the laws 
that can grant legal status and how to navigate the complex process.  
In a study conducted in 2008, Eagly and Shafer found that immigrants in removal 
proceedings6 who obtained legal representation were 15 times more likely to apply for relief 
from removal than those without lawyers, and 5.5 times more likely to be granted some sort of 
legal status that permitted them to stay in the United States. The unauthorized immigrants are 
different from criminal defendants, because they do not have a constitutional right to get a 
                                                          
6 Removal proceedings are administrative proceedings that determine whether one will be expelled from the 
United States in accordance with federal immigration laws. 
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government-funded lawyer. According to this study, only 37 percent of all immigrants, and 14 
percent of detained immigrants, are represented by lawyers. Not to mention that some children 
also go to immigration court unrepresented (Eagly and Shaffer, 2015). 
Although there are certainly some immigrants who are high-paid workers and who can 
afford these legal services, other groups of immigrants such as disadvantaged, low-income 
immigrants and refugees cannot afford the application and process fees in most cases. Thus, 
these populations have a critical need for low-cost legal service assistance for all types (routine 
and complex) of immigration, as well as citizenship cases. Furthermore, free and low-cost 
immigration legal services allow low-income immigrants to obtain legal status, which 
subsequently allows them to get better jobs, to gain family unification and stability, to access 
public benefits, to improve educational outcomes for their children, and to significantly 
increase their participation in community life.  
 
2.2 The challenges 
The existing resources for affordable legal services are extremely scarce. According to 
a study from the New York Immigration Coalition, an estimated one third of overall 
undocumented immigrants qualify for immigration relief, yet there is only one non-profit or 
BIA representative for every 2,700 undocumented immigrants (New York Immigration 
Coalition, 2016). In 2013, Houston’s immigration legal service providers assisted about 450 
DACA cases, a small percentage compared to the 31,000 youths who applied and who could 
benefit from receiving DACA status (Houston Immigration Legal Services Collaborative, 
2015). These facts have highlighted a critical need for legal services, and shown that the 
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capacity of legal service providers and their partners must be substantially increased to meet 
the current needs, as well as planning and implementing programs to help the undocumented. 
Indeed, the biggest obstacle to fulfill the current need for immigration legal services 
and help low-income communities is lack of resources. Funding plays an important role in 
everyday operations of legal services organizations, particularly for those who are serving low-
income immigrants. The high demand for immigration legal services among those 
organizations is limited by their resources, due to the lack of general operating funds. As stated 
in a study about immigrant youth in Canada, “Historically, immigrant services are underfunded 
and not a high priority for funding” (Kunz and Hanvey, 2000). Legal services for low-income 
communities are commonly insufficiently funded, and their funding has been subject to 
important budget cuts.  
Difficulties in obtaining sustainable resources and funding have influenced the way 
legal service providers deliver their services. They sometimes have no choice but to turn down 
immigrants who need assistance. For example, in 2015 the New York Legal Assistance Group 
(NYLAG) was forced to turn away approximately ten thousand out of 12,459 immigration 
cases (about 80 percent), because of a lack of funding and funding restrictions (New York 
Legal Assistance Group, 2015).  
 
2.3 The approaches 
To assess the best approach to measure the effectiveness of immigration legal service 
programs, the nature of the service needs to be thoroughly understood. If inappropriate 
measures or benchmarks are used to assess a program’s output and outcome, it may put the 
organization at a risk of failure. In particular, the approach for evaluation of a legal service or 
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jurisdiction can lead to distortions, given varying legislative and policy imperatives. 
Furthermore, it is also important to incorporate the diversity and complexity of factors that 
influence client behaviors and affect client outcomes, which includes political, geographic, and 
financial difficulties, long wait lines, and language barriers (Yakupitiyage, 2017).   
The term “effectiveness” used in this study refers to the degree of success while 
achieving the program goals or intended outcomes. In most situations, program evaluation is 
simpler when the indicators collected are more objective, for example the participation rates 
for a wellness program. However, it is difficult to measure effectiveness because social 
outcomes are subjective measurements in an evaluation. When analyzing the consequences of 
social programs brought to the community, and in particular immigration legal services, one 
should not be limited to the identification of one or several problems to be addressed (e.g., the 
question of unmet legal need), as it is also necessary to assess the extent to which providing 
assistance would make a difference. 
The purpose of measuring and improving the effectiveness of immigration legal 
services can be referred to the concept of evidence-based practice (EBP). EBP is an approach 
towards decision-making that is supported by evidence. Conventionally, evidence is obtained 
through experimental forms, but other types of evidence are occasionally used. These proven 
effective programs, policies, and practices are called “evidence based.” The EBP concept 
originated in the health service sector and became widely employed in a diverse range of other 
sectors including education, public policy, criminal justice, and quality management. EBP 
studies the quality of evidence when making decisions about the delivery of services and 
formulation of policies (Metz, Espiritu, and Moore, 2007). By encouraging evidence-based 
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approaches in immigration legal services, the federal government can help service providers 
target resources more efficiently. 
The most relevant is the evidence regarding outcome effectiveness, which is obtained 
by using systematic outcome-evaluation processes. Once the outcomes of a strategy or service 
is identified and clearly defined, it is then possible to consider how to measure the impact of 
the strategy against outcomes. For example, in an immigration legal problem, the resulting 
positive outcome would be that the immigration status or the citizenship is granted (Goodkind, 
2005).  
After the outcome goals are identified, it is critical to decide which parameter to 
measure in order to assess effectiveness. When evaluating immigration services, it is thus 
essential to define what constitutes a relevant population. For this, the selection of participants 
and recruitment methods must be carefully defined and described in detail. The participation 
rates at each stage of an evaluation must also be recorded accordingly. (Aarons, Hurlburt, and 
Horwitz, 2010). 
The following examples show the findings of similar legal assistance program 
evaluations, which are based on different assumptions, and helped refine and improve practices. 
Although individual findings may not translate directly to this study, they do highlight the 
importance of evidence-based research for the development of public programs and for the 
delivery of immigration legal services. 
 
2.4 Examples of Similar Program Evaluation 
The New South Wales Law and Justice Foundation conducted the Australia Wide Legal 
Need Survey on behalf of the National Legal Aid in 2012. This study examined the nature of 
legal problems, the pathways to their resolution and the demographic groups that struggled 
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with these problems. The survey provided evidence-based data to define policy directions 
about legal service provisions and evaluated access to justice across Australia (Coumarelos et 
al., 2012).   
The study is based on 20716 telephone interviews conducted with household residents 
aged 15 years old or over across Australia. There were at least 2000 respondents in each of the 
eight Australian states. Overall, the respondents’ awareness of public legal services was low. 
From the survey, the fraction of respondents who sought advice for legal problems was 51 
percent, of which 31 percent handled legal problems without advice, and 18 percent took no 
action for their legal problems (Coumarelos et al., 2012). 
As a result, the study concluded that the unmet legal needs were easily caused by 
ignorance of a legal problem. Not everybody who experiences a legal problem will take steps 
to seek resolution. In this scenario, the respondents often gave multiple reasons for ignoring 
legal problems, for example, they chose to resolve problems by doing nothing because the 
problem was not important for them or due to the costs involved to resolve problems. 
Consequently, the scarcity of resources is not the main cause influencing a program’s 
effectiveness. Rather, the effectiveness of a program should be evaluated through its modes of 
service delivery, or on how it chooses its client targets for some of its services.  This report 
suggested the adoption of strategic thinking and integrated approaches to legal problem solving. 
Additionally, the report also recommended that any measurements of a service’s effectiveness 
should consider a multitude of challenges and differences to have the largest impact 
(Coumarelos et al., 2012). 
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Another similar research approach conducted in 2012 in Australia for the Legal 
Assistance Service (LAS), by Dr. Liz Curran, is known as the Legal Aid ACT7 (LAACT) 
Research in Australia. The goal of the study was to define and measure the quality, outcomes, 
and effectiveness of legal assistance services in a context where services were being assessed 
for their impact on broader client outcomes. The study collected qualitative data on the nature 
of services and clients experiences, and sought ways to evaluate responsiveness to different 
clients’ needs (Curran, 2012).  
The research was conducted by using a participatory action research approach. This 
methodology was adopted because international research in the humanitarian field suggests 
that research evaluations which affect human beings should follow a “bottom up” approach, 
i.e., a record gathered by the front-line experience of clients who use the service and the 
provider’s staff who deliver the service, rather than a “top down” approach, which is often 
guided by political imperatives, and designed by a government or civil service who is remote 
from the experiences of those who actually use the service. Therefore, the data should be 
recorded by the people who do the actual work, from the experiences of the clients (Kusek and 
Rist 2004; Ebrahim and Rangan 2010). 
Dr. Curran used mixed methods and both quantitative and qualitative tools were 
combined to ensure that the layers of complexity of the studied legal services were covered: 
surveys, questionnaires, interviews, staff journals and focus groups. Open and closed questions 
were used in the survey instruments, framed in such a way to unravel complexity and reveal 
case studies based on actual examples to be provided by the participants (Curran, 2012). 
                                                          
7 The Australian Capital Territory (ACT) is a self-governing territory in the south east of Australia, houses the 
capital city of Australia, which is Canberra.  
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In this study, a two-week trial research approach to examine services at LAACT was 
conducted by using the following instruments and methodologies: 
• Interview with eight lawyers and eight clients were conducted individually by the 
researcher to gather feedback on the services they received. 
• Records were made in observation logs by seven staff who were not involved in 
other survey tasks. 
• A voluntary client feedback questionnaire was handed to all clients after receiving 
legal advice at LAACT's office. 
• A telephone survey of clients was undertaken after the closure of their cases. 
• An online survey of in-house lawyers and private lawyers who handle legally 
assisted cases was conducted. 
• Case studies were collected from open questions in observation logs, focus group 
discussions, clients’ interviews with the researcher, and from an online survey. 
• Interviews were conducted with stakeholders from different practice areas, as well 
as with academics from the Australian National University College of Law, who 
worked with law students participating in the Legal Aid Clinic advice service and 
LAACT’s Youth Law Program. 
In 2014, Dr Liz Curran was invited by the Advocacy and Rights Centre (ARC) in 
Loddon Campaspe, a rural region of Victoria, to undertake an evaluation by deploying a similar 
model adapted to a legal-health program which rolled-out over two years (Curran, 2015). This 
study demonstrated that the LAACT model was successfully adapted and replicated in 
different settings, with the condition that the staff and community involved in the services 
participated.  
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As a result, the LAACT study was able to identify service gaps, provide additional 
support and training to staff, and modify some policies and practices to be more responsive to 
client needs. The study particularly benefited from the survey methodology, which provided 
positive feedback supporting the efficiency of the service, and negative feedback that revealed 
the weaknesses of the service that may have otherwise been overlooked and not addressed. 
 
2.5 Summary 
Most of the literature studies found in the literature reviewed here did not highlight any 
standard tool to evaluate the quality of immigration legal service providers as well as other 
factors that influence the experience and outcome of low-income immigrant legal experiences 
and outcomes. Although developing services for such a targeted population group is fraught 
with challenges, ICP recognizes the need to evaluate its program and services to protect the 
rights of the growing immigrant population. Ultimately, the measure of effectiveness for an 
immigration legal services program may benefit immigrants and community as a whole in the 
long run. 
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Section 3: Methodology 
The literature outlined some challenges that can influence the effectiveness of the 
delivery of legal services to immigrant communities. Hence, evaluating ICP will help the team 
verify whether it is meeting its goals and objectives, as well as identify problems and associated 
fixes for improvement.  
The foundation of this evaluation consists in the development of ICP cases across 
several years, the information gathered through semi-structured interviews with three ICP team 
members, and an anonymous survey collected among ICP clients.  
 
3.1 Key Research Questions 
This study focuses on the evaluation of the program that is based on questions related 
to the program’s implementation, client demographics, and the client experiences. These 
questions are listed below: 
1. How well is the program being implemented?  
1.1 Does the program allocate adequate staff resources to deliver its services? 
1.2 What outreach strategies are being used? 
1.3 What are the obstacles in delivering immigration legal services? 
2 Do client demographic factors (age, gender, ethnicity, income, location) affect the 
program’s effectiveness?  
3 Does ICP succeed in providing quality immigration legal services to its clients? 
4 To what extent are clients satisfied with ICP’s assistance? 
4.1 What are the challenges/problems faced by clients when seeking ICP’s 
assistance? 
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4.2 Will the clients seek ICP again if they need help in the future? 
4.3 Will the clients recommend ICP to others? 
 
3.2 Logic Model 
Logic Model is a useful tool for program evaluation. It shows how a program is 
supposed to work, describes the detailed visual representation of a program and eventually 
helps to focus on the evaluation. The logic model provides a snapshot of a program and serves 
as a single-page summary of the program that is easily shared with staff, board of directors, 
and funders. 
In this evaluation, a program logic approach is used as a framework for the evaluation 
(Figure 2). The evaluation of ICP focused on the degree to which goals were achieved and on 
the factors facilitating or hindering the achievement of these goals. 
The logic model does not portray any official ICP policy. Rather, the logic model 
indicates the connections between the program components. ICP needs inputs to operate its 
activities, which includes Funding, Staffing and Facilities.  It uses these inputs to generate 
activities, such as Administrations, Clients Screening, Clients Recruiting (Outreach) and Staff 
Training.  The stream of activities will then deliver outputs and outcomes, and show how ICP 
activities lead to the achievement of their objectives. 
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Figure 2: Global logic model of ICP 
 
Clients 
- Legal immigrants 
- Undocumented 
- Ethnicity/ 
Language 
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The global logic model (GLM) is a broad view of the ICP program flow, so it works 
best for stakeholders such as funders and the board of directors. For this evaluation, the ICP 
staff members need a detailed model that reflects day-to-day activities and causal relationships. 
Hence, a simple logic model (SLM) is developed by “zooming into” more specific parts of the 
ICP overall program flow (Figure 3). The SLM is an enlargement of the Screening Services 
component which leads to the Output component. 
 
 
 
 
 
 
 
 
 
 
 
 
 
The simple logic model of ICP is a specific “magnification” of parts of the program, 
showing more details related to the implementation of the Screening Services component. 
Increasing screening services such as the process of identifying clients, the completion of 
forms, legal consultations or referral to other organizations, may increase the number of cases, 
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processing 
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- Clients are 
connected to 
assistance 
 
- Increased number 
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immigrants’ need 
- Clients gain 
immigration 
status  
-  
Figure 3: Simple logic model of ICP 
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speeding the screening processing time, and connecting clients to the correct assistance. As for 
the output components, ICP aims for several outcomes, such as increase of the number of 
clients who come to ICP, the increase of the capacity to respond to immigrant needs, and the 
help given to clients to gain immigration status. 
Keeping in mind that its focus is to increase public access to quality and affordable 
immigration services, this study evaluates how well the program performs for helping clients 
to gain immigration status, and what can be done to make it more effective. However, this goal 
is not easy to measure. Therefore, this study used indicators that measure progress towards the 
achievement of the desired outcomes. Such indicators can be considered as measurement of 
the desired outcomes when these outcomes cannot be directly measured (American Academy 
of Pediatrics, 2008). Table 1 below shows the program outcomes and progress indicators which 
were used to measure the effectiveness of ICP. 
Outcomes Progress Indicator 
Increased number of clients who come to 
ICP 
- Number of clients who come to ICP 
- Clients feel satisfied with ICP’s assistance 
- Clients are willing to recommend ICP to others 
Increased capacity to respond to immigrants’ 
need 
- Number of cases completed by each staff 
member 
- Number of qualified staff 
Clients gain immigration status - Average number of cases completed  
- Challenges faced by ICP  
- Challenges faced by clients 
Table 1: Program Outcomes and Progress Indicator  
For ICP to achieve its objectives, this study reviewed the number of staff, outreach 
achievements and obstacles to provide immigration legal services. Additionally, this study also 
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reviewed client perspectives about services provided, because their opinions of the program’s 
quality affect their behavior before and during the time of receiving legal assistance. 
 
3.3 Data Sources 
This research study employed several methods to answer the key research questions by 
using descriptive research analysis. The use of multiple methods helps increase the accuracy 
of the measurements and the degree of certainty of the conclusions. Both qualitative and 
quantitative data were collected by using the data sources as described below.  
Several research methods were applied to obtain input data from these methodologies, 
which include semi-structured interviews, client record analysis, and client surveys. 
a) Semi-structured Interviews 
Semi-structured interviews were conducted with several people among the ICP staff, 
namely, the program director, the supervising attorney and one immigration specialist. The 
primary reason the director and the attorney were chosen is because their perspectives directly 
affect the success of the program. The immigration specialist was chosen because this group 
of ICP staff is at the frontline to deal with ICP clients daily; therefore, they have a better insight 
about obstacles faced by clients, and most importantly, the challenges faced by themselves 
when delivering immigration legal services.  
The content of these interviews is used as a primary data collection method, because it 
can be assumed that data from the three interviewed respondents are meaningful, 
knowledgeable, and can be used explicitly and in detail. Such approach is particularly fruitful 
for process evaluation.  
31 
 
To begin the interviews, each respondent was first approached individually by email 
invitation. Dates for the interviews were set between August and September 2017, and each 
interview took place at the ICP office for their convenience. Three different sets of carefully 
worded questionnaires were prepared before each in-person interview, which generally 
focused on the research questions listed earlier. The interview of ICP’s program director 
consisted of a series of seven questions (Appendix A), the interview of ICP’s supervising 
attorney consisted of a series of six questions (Appendix B), and the interview of ICP’s 
immigration specialist consisted of a series of five questions (Appendix C). During the 
interview, each respondent could speak freely, which led to an open dialogue and a discussion 
about other issues. 
The interview with the program director provided a concrete understanding of 
management’s viewpoints and objectives of the program through an open dialogue. The 
interview with the supervising attorney generated a wealth of opinions and suggestions through 
an active dialogue about program evaluation. Lastly, the interview with the immigration 
specialist provided a perspective as to challenges of being on the frontline.  
However, such an interview method has a major drawback, which is that it generates 
qualitative data that may be biased by the personal opinions of the ICP management team. In 
this regard, such data are less likely to provide the kind of systematic and quantitative findings. 
 
b) Record Analysis 
In general, ICP collects a fair amount of data as part of their daily program. However, 
they usually refer clients to other organizations for assistance when their cases are related to 
deportation, because ICP does not have the resources to handle cases that have to be brought 
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to the immigration court. This present study is based on data from July 2016 to June 2017, for 
which ICP agreed to provide client data after anonymizing their personal information. 
Two distinct sources of client data were obtained for this study. The first source draws 
from the client sign-in sheet. ICP collects information on the number of clients who arrive for 
any enquiries on a daily base, and stores it in an Excel format. There are total of 2801 records 
derived from this data source.     
The second source is based on the analysis of existing data of ICP client intake from 
2016 to 2017, after extracting the data from their database system INS ZOOM and 
eImmigration-Air in Excel format. These data are already available from ICP and relatively 
costless to collect, since they are stored electronically in a database. Access to these data 
provides an opportunity to study the trends of ICP client intake.  
The data are collected from four types of forms: 
Service Request Form (Appendix D) 
- This is a basic intake form for ICP to collect client personal and background 
information. 
- This form is filled by clients in ICP’s main office, screening clinics, and events 
promoting citizenship. 
Immigration Consultation Form (Appendix E) 
- This is a form that must be filled by the clients who have already filled a Service 
Request Form and are requesting further consultation from ICP.  
- Since this form is filled by existing clients, the information collected consists of 
brief questions about the clients, family member information, the immigration 
petition, Deferred Action for Childhood Arrivals (DACA) eligibility, asylum and 
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hardship factors, Violence Against Women Act (VAWA) and U Visa eligibility, 
and the records of entries and exits (in/out of the United States). 
- This form is filled by clients in ICP’s main office, after the clients show their 
interest in gaining further consultation appointments with ICP. 
Naturalization Intake Form (Appendix F) 
- This form must be filled-in by existing clients if they are interested in applying for 
citizenship.  
- This form is filled by clients in ICP’s main office, screening clinics, and events 
promoting citizenship, after the completion of a Service Request Form. 
DACA Legal Screening Tool (Appendix G) 
- This form must be filled-in by existing clients if they are interested in applying for 
DACA (see Section 1.2). 
- This form is filled by clients in ICP’s main office, screening clinics, and events 
promoting citizenship, together with a Service Request Form. 
Since these existing data are stored electronically in ICP’s database system, they are 
already available and relatively costless to collect. There are a total of 1021 records derived 
from this data source. These existing data are useful for making the comparison of cases and 
time spent throughout the months. However, because the volume of such data is massive, the 
analysis of these records can be time-consuming.     
 
c) Clients’ Survey 
This data source was not included in the first iteration of our methodology because of 
immigrant profile sensitivity issues. The evaluator and ICP were concerned about the legal 
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status of clients that are sensitive in nature and may yield invalid results or suppress 
participation. After several discussions with ICP’s Program Director, the team was supportive 
about expanding the evaluation methodology by including a survey for their clients. The goal 
was to obtain direct feedback from the community and to evaluate their satisfaction about ICP 
services. However, ICP preferred this survey to be conducted anonymously to protect client 
personal information. 
The survey instrument was divided into two parts, which includes basic demographic 
questions about income, ethnicity, gender, age, and country of origin on the first part, while 
the second part includes questions about client experiences with ICP. It combines closed and 
open-ended questions (Appendix H).  
This survey was distributed to approximately 100 ICP clients who arrived at ICP’s 
office, with an anticipated response rate of seventy percent, as advised by the ICP team. The 
team expected that respondents would not refuse to be surveyed, as long as it is done 
anonymously. The survey was conducted from August 28 to September 14, 2017. Since the 
respondents were expected to be mostly low-income, immigrant, or have low literacy levels, 
the survey was written in three different languages, namely, English, Spanish and Vietnamese, 
which correspond to the languages spoken by the major ethnic groups in Santa Clara County 
(U.S. Census Bureau, 2016).  
Before completing the survey, potential respondents were approached by the evaluator 
to explain the purpose of the survey and to provide a consent form that they needed to read 
before starting to fill-in the questionnaire. For those who agreed to take the survey, the 
evaluator assisted throughout the questionnaires, in case they had any questions, depending on 
literacy levels or visual abilities of the respondents.   
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Survey results were collected through hardcopy (paper) questionnaires, and data were 
then entered into an Excel worksheet for analysis purpose. Below is a sample of data entry 
resulting from one question of the survey. 
 
Completion Date Respondent 
Number 
Q: In an overall sense, are you satisfied with ICP 
immigration legal services? (1 = Very Satisfied; 2 = 
Satisfied; 3 = Dissatisfied; 4 = Not sure / Neutral) 
05/09/17 123456 1 
Table 2: Data Entry Sheet Sample 
The goal of this survey was to determine the level of satisfaction of ICP’s current clients 
as well as to evaluate potential challenges and issues faced by the program. Therefore, these 
results helped answer some of the questions about ICP’s effectiveness, from their client’s 
perspective.  
 
3.4 Data Analysis 
The information obtained from the semi-structured interviews, record analysis and 
client surveys were organized into preset categories, as it related to the specific research 
questions identified in this research study. This process allowed us to divide the data into 
different categories. After reviewing the available information, an evaluation matrix was 
created to show which data collection and analysis methods could be used to answer each 
research question.  
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Key Research Questions Semi-
structured 
Interviews  
Record 
Analysis 
Clients’ 
Survey 
 
1. How well is the program being implemented?  
1.1 Does the program allocate adequate staff 
resources to deliver its services? 
1.2 What outreach strategies are being used? 
1.3 What are the obstacles in delivering 
immigration legal services? 
 
✓ 
 
✓ 
 
✓ 
2. Do client demographic factors (age, gender, 
ethnicity, income, location) affect the 
program’s effectiveness?  
 
✓ 
  
✓ 
3. Does ICP succeed in providing quality 
immigration legal services to its clients? 
 
✓ 
 
 
 
✓ 
4. To what extent are clients satisfied with ICP’s 
assistance? 
4.1 What are the challenges/problems faced 
by clients when seeking ICP’s assistance? 
4.2 Will the clients seek ICP again if they need 
help in the future? 
4.3 Will the clients recommend ICP to others? 
   
✓ 
Table 3: Evaluation matrix: matching data collection to key evaluation questions 
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Table 4: Applying mixed methods for ICP program evaluation 
 
Research methods have implications about what will count as evidence, about how 
facts and data will be gathered, and about what kind of justification or answer can be found. 
Each data collection source has its own strengths and weaknesses. However, when combined, 
they can enhance the credibility and completeness of the surveys by comparing information 
obtained from different data sources. 
 
Semi-structured Interviews Record Analysis Clients Survey 
Target: 
- ICP Director 
- ICP Supervising 
Attorney 
- ICP Immigration 
Specialist 
Form: 
- Service Request Form 
- Immigration 
Consultation Form 
- Naturalization Intake 
Form 
- DACA Legal Screening 
Tool 
Target: 
- ICP clients 
Strengths: 
- Gain in-depth 
information of the 
screening process of ICP 
- Answered most of the 
research questions 
Strengths: 
- Available and relatively 
costless to collect  
- Useful for making 
comparison across years 
Strength: 
- Identify the current 
clients’ experiences and 
opinions in the program. 
Drawback: 
- Generates qualitative 
data that may be biased 
by personal opinions 
Drawbacks: 
- Massive volume 
- Time-consuming 
analysis 
- Data restricted within the 
research timeframe 
Drawbacks: 
- Assistance needed for 
respondents with low 
literacy levels 
- Versions in different 
languages must be 
prepared 
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Section 4: Findings 
The methodology conducted in this research study generated a large amount of data, 
obtained from the viewpoints of ICP’s clients and ICP staff members. The data were analyzed 
with a standard statistical analysis software package (IBM SPSS, 24).   
 
4.1 Research Questions and Findings 
1. How well is the program being implemented? 
1.1. Does the program allocate adequate staff resources to deliver its services? 
This question was answered based on the semi-structured interview with ICP Director 
Monica Limas. She explained that ICP immigration specialists usually arrange appointments 
with clients from Monday through Thursday; the office is closed on Friday for the staff to have 
one day to follow up with cases on hand. Since the part-time immigration specialist is not BIA-
accredited, she can only help clients translate documents and provide general information, but 
cannot be tasked with immigration advising. The supervising attorney takes charge of 
reviewing complex cases, which takes time than other basic cases, such as screening for 
eligibility or filling-in forms.  
According to the supervising attorney Jessica Jenkins, the team adjusted their schedule 
to provide themselves more time to do administrative and follow-up work. There is an average 
waiting time of several weeks for clients to schedule a screening appointment or consultation, 
with the exception of their weekly walk-in DACA renewal clinic (Jenkins, personal 
communication, September 12, 2017).  
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 Figure 4 above illustrates the number of clients who came to the ICP office (and signed-
in) during the fiscal year (FY) 2016-2017. By using the measurement of central tendency, the 
mean of the data above was 233, which shows that ICP had an average amount of 233 people 
signing in at the office every month throughout FY 2016-2017. There are currently four BIA-
accredited immigration specialists, one part-time immigration specialists and one supervising 
attorney at ICP. On average, each immigration specialists met approximately 39 clients per 
month during FY 2016-2017. The number of clients who came to ICP in a month reached a 
peak in February 2017, with 339 clients. This was likely due to the many enquiries clients had 
about the direction of the major immigration policies after the Executive Order signed by 
President Trump on the Travel Ban on January 27, 2017.  
 
 
 
Figure 4: Number of clients who came to the ICP office during the fiscal year 2016-2017 
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Figure 5 illustrates the number of cases completed by ICP during FY 2016-2017. As 
stated by Ms. Jenkins, each case is considered as “completed” when ICP has helped the clients 
submit their application to USCIS. ICP’s main task is to assist their clients by guiding them 
through the process and help them take steps towards immigration. Consequently, failure of 
obtaining an immigration status is not under ICP’s control, and therefore not its responsibility.  
The mean of the data above was 160, this shows that ICP completed an average of 160 
cases every month throughout FY 2016-2017, with a maximum of 257 cases recorded in 
December 2016. Interestingly, this maximum corresponds to a record low number of clients 
who came to ICP (Figure 5). This shows that when the number of clients coming to ICP 
decreases, the number of cases completed by the ICP team increases.  
 
 
Figure 5: Number of cases completed by ICP for FY 2016-2017 
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Table 6: Average time (in hours) spent for each client during FY 2016-2017 
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Figure 6 illustrates the number of hours that ICP spent in providing scheduled one-on-
one consultations during the fiscal year 2016-2017. The data shows that ICP provided an 
average of 255 hours of one-on-one consultation for its clients per quarter.  
 
 Q1 Q2 Q3 Q4 
Number of hours ICP spent in one-on-
one consultations 
227 295 275 224 
Number of clients who came to ICP 663 639 883 616 
Average time spent for each client 
(hours) 
0.3 0.5 0.3 0.4 
 
 
According to ICP management, clients need to make an appointment with an 
immigration specialist to obtain a one-on-one consultation. There is no walk-in consultation 
available, except for document drop-offs or basic information enquiries. By taking the number 
of hours that ICP spent in consultations divided by number of clients who arrived at ICP per 
quarter, we obtain the average time (in hours) spent for each client who arrived at ICP office 
per quarter during the fiscal year 2016-2017, as shown in Table 6. We see that an ICP specialist 
spent approximately 24 minutes (a mean of 0.4 hour) of consultation time for each client. 
Figure 6: Number of hours ICP spent in providing one-to-one scheduled consultations 
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According to ICP, an immigration specialist usually spends approximately one hour of 
consultation time with clients, so that the average time-period of 24 minutes estimated above 
looks shorter than the usual procedure. This difference might be due to the fact that some 
clients had shorter consultations than average, because the consultations involved updates with 
the immigration specialist or dropping off/picking up documents.  
 
1.2. What outreach strategies are being used? 
This survey managed to collect data from 84 clients (N=84) who came to the ICP office 
and received services from ICP.  The survey results were used to answer this question.  
 
Responses 
Percent of Cases N Percent 
Attribute of communication 
 
Word-of-mouth 58 54.2% 69.0% 
Television 7 7.1% 8.3% 
Radio 1 1.0% 1.2% 
Online 3 3.1% 3.6% 
Community-based 
Organizations 
6 6.1% 7.1% 
Social Services 3 3.1% 3.6% 
Flyers 11 11.2% 13.1% 
Churches/Temples 4 4.1% 4.8% 
Others 5 5.1% 6.0% 
Total 107 100.0% 116.7% 
Table 7: How ICP clients get to know about ICP 
 
Table 7 above illustrates that 84 clients ticked a total of 107 boxes in the survey they 
filled out, which indicates that a few clients gave more than one answer to a single question. 
Therefore, there are two sets of percentages: one column uses the total number of responses 
(107) as the base value for the percentages, while the other column uses the number of cases 
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(84) as the base. Out of 84 clients, 58 clients indicated that they heard or got to know about 
ICP services from the people around them who had themselves received ICP’s assistance. This 
corresponds to 69.0 percent of all clients who responded, and to 54.2 percent of all the outreach 
strategies. It appears that a positive word-of-mouth about ICP is what mostly makes potential 
clients trust ICP and bring in more potential clients. The second most successful outreach 
strategy was flyer distribution, which was mentioned 11 times out of 84 clients, i.e., 13.1 
percent of all clients who responded, and 11.2 percent of all outreach strategies.  
 
 
Responses 
Percent of Cases N Percent 
Method of contact Telephone 58 54.2% 69.0% 
Email 6 5.6% 7.1% 
In-person Meeting 37 34.6% 44.0% 
Regular Mail 0 0.0% 0.0% 
Through Lawyer 4 3.7% 4.8% 
Others 2 1.9% 2.4% 
Total 107 100.0% 127.4% 
Table 8: How ICP clients contact ICP 
  
Table 8 above illustrates how ICP clients contact ICP, and shows similar results to 
those in Table 7. Data are given as two sets of percentages: one column shows the percentage 
corresponding to the total number of responses (107) as the base value, while the other column 
shows the percentage corresponding to the number of cases (84) as the base value. Out of 84 
clients, 58 clients indicated that they contacted ICP via telephone to inquire about its services, 
which corresponds to 69.0 percent of all clients who responded, and to 54.2 percent of the 
contact methods. The second preferred method of contact was in-person meeting, which was 
cited 37 times out of 84 clients. This corresponds to 44.0 percent of all the clients who 
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responded, and to 34.6 percent of all outreach strategies. Out of 84 clients, four clients 
indicated that they contacted ICP through a lawyer. This usually happens when the clients first 
meet lawyers who are not specialized in certain areas of immigration law that relates to their 
case, or when the clients are not able to afford the lawyer fees. In both cases, lawyers may help 
their clients by referring them to affordable immigration assistance services, including ICP, 
according to the areas of expertise of such service providers and their geographical location. 
 
1.3. What are the obstacles in delivering immigration legal services? 
This question was mostly answered based on the content of the semi-structured 
interviews with the ICP management team.  During these interviews, one topic that stood out 
in the discussion was about the limitations that impact the effectiveness of the program. ICP 
management team mentioned that the biggest challenge was to handle the high demand for 
immigration legal services. According to the supervising attorney Jessica Jenkins, immigration 
specialists go through the screening process of all clients, before handing her the cases to be 
reviewed. Consequently, the high demand of requests creates a “bottleneck” at the supervising 
attorney stage (Jenkins, personal communication, September 12, 2017).  
In addition, Ms. Jenkins identified rapidly changing immigration laws and policies in 
the current political climate as the second major challenge. Aggressive policy changes bring 
insecurity to immigrant populations and affect immigration specialists when handling cases. It 
is difficult for ICP to make any confident predictions about coming changes. Consequently, 
immigration specialists face a certain level of stress in this uncertain political climate. 
Immigration specialists perceive a huge responsibility for the advice they give to their clients, 
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as they might put them at a higher risk of denial by the USCIS and significant extra costs 
related to their cases.  
One immigration specialist, Ms. Glenda Solis, also mentioned the challenges faced by 
the frontline staff. She explained that they face the difficulty of adjusting their emotions when 
it comes to recognizing that they are not able to help every client. She felt devastated when 
seeing clients struggle because of current immigration laws. From her 15 years of experience 
working for ICP, Ms. Solis mentioned that learning how to manage stress is important for 
immigration specialists, since stress can adversely impact both professional performance and 
personal life (Solis, personal communication, September 14, 2017). 
Additionally, Ms. Solis felt that ICP had adequate staff at the moment, with a new 
attorney employed since September of 2017. Although there was still a high demand from 
clients regarding their services, she feels that the quality of services is more important than the 
quantity. Consequently, she prefers to spend more time working fully on five cases rather than 
hastily completing 20 cases in a short time.  
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Other
2. Do client demographic factors (age, gender, ethnicity, income, location) affect the 
program’s effectiveness?   
 
 
 
 
 
 
 
The research study sought to collect information on the clients’ demographic profiles, 
which shows that 85 percent of ICP clients were of Hispanic/Latino ethnicity, 14 percent were 
of Asian/Pacific Islander ethnicity, and the remaining percent of other ethnicities (Figure 7). 
No individuals from the Native American, African American and Caucasian populations came 
to ICP to seek immigration legal services during that period of time. Note that the Asian and 
Hispanic populations are the second largest (35 percent) and third largest (26 percent) segment, 
respectively, in Santa Clara County (U.S. Census Bureau, 2016).  
 
 
 
 
Figure 7: Clients’ ethnicity makeup (from August 28 to September 14, 2017) 
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Factor Category Number Percentage 
 
Age 
18 – 29 40 48% 
30 - 39 13 15% 
40 - 49 14 17% 
50 and above 17 20% 
Gender Male 35 58% 
Female 49 42% 
Annual Household 
Income 
Less than $24,999 44 52% 
$25,000 to $49,999 27 32% 
$50,000 to $99,999 13 16% 
$100,000 or more 0 0% 
Education Level None 6 7% 
Secondary or less 21 25% 
Some post-secondary 42 50% 
Bachelor’s degree 8 10% 
Graduate and post-graduate degree 7 8% 
 
Table 9: Clients’ demographic details (from August 28 to September 14, 2017) 
 
Figure 8: Distribution of the clients’ counties of residence (from August 28 to September 14, 2017) 
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Based on the demographic data shown in Figure 7, Figure 8 and Table 9, ICP primarily 
serves the Hispanic/Latino population who are between 18-29 years old of age, who have some 
post-secondary education background, who have an annual household income lower than 
$25,000 a year, and who reside in Santa Clara County.  
The data also show that 83 percent of clients were recorded as coming from Santa Clara 
County, which is most likely due to the location of the ICP office, situated in downtown San 
Jose. They further show that 52 percent of the clients had an income of $24,999 or lower per 
annum, while none had a yearly income of $100,000 or more. Among the 84 clients who 
completed the survey during that period, 48 percent of them were between 18 and 29 years old. 
This was most likely the result of the high demand for DACA renewals after the Rescission of 
DACA8 on September 5, 2017. 
Additional information about demographics was obtained from the ICP management 
team through the semi-structured interviews. ICP Director Ms. Monica Limas stated that the 
program welcomes all immigrants regardless of their background. To serve its clients 
effectively, ICP currently has four immigration specialists who are able to converse in Spanish, 
and one part-time immigration specialist who is a Vietnamese speaker.  
This study also used a cross tabulation to find a correlation between the clients’ 
ethnicity and ICP’s helpfulness, which is based on the clients’ opinions of ICP. 
 
 
                                                          
8 On September 5, 2017, the Department of Homeland Security (DHS) officially rescinded DACA and 
implemented a six month phase out process. 
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Ethnicity 
Total Hispanic/Latino 
Asian/Pacific 
Islander Others 
ICP’s  
Helpfulness 
Very well 58 7 1 66 
87.9% 10.6% 1.5% 100.0% 
Somewhat well 11 3 0 14 
78.6% 21.4% 0.0% 100.0% 
Not so well 2 0 0 2 
100.0% 0.0% 0.0% 100.0% 
Not sure/neutral 2 0 0 2 
100.0% 0.0% 0.0% 100.0% 
Total 73 10 1 84 
86.9% 11.9% 1.2% 100.0% 
Table 10: Crosstabulation between ICP’s helpfulness and its clients’ ethnicity 
 
As shown in Table 10, among the clients who felt that ICP had helped them very well, 
87.9 percent of them were of Hispanic/Latino ethnicity, 10.6 percent of them were 
Asian/Pacific Islanders and 1.5 percent belonged to other ethnic groups. None of ICP’s clients 
were of Native American, African American, and Caucasian ethnicities.  
The chi-square analysis for this data set yields a Pearson chi-squared value of 2.107. 
The significance value was calculated to be .910; since statistically significant data sets are 
defined by significant values lower than .05, this analysis indicates there is no statistical 
correlation between ICP’s helpfulness and its clients’ ethnicity. 
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Age 
Total 18 - 29 30 - 39 40 - 49 50 and above 
ICP’s  
Helpfulness 
Very well 33 9 10 14 66 
50.0% 13.6% 15.2% 21.2% 100.0% 
Somewhat well 6 3 2 3 14 
42.9% 21.4% 14.3% 21.4%s 100.0% 
Not so well 1 1 0 0 2 
50.0% 50.0% 0.0% 0.0% 100.0% 
Not sure/neutral 0 0 2 0 2 
0.0% 0.0% 100.0% 0.0% 100.0% 
Total 40 13 14 17 84 
47.6% 15.5% 16.7% 20.2% 100.0% 
Table 11: Crosstabulation between ICP’s helpfulness and clients’ age range 
 
As shown in Table 11, there were 66 people out of 84 that felt that ICP had helped them 
very well. Among them, 50 percent were aged between 18 and 29 years old, 13.6 percent 
between 30 and 39 years old, 15.2 percent between 40 and 49 years old, and 21.2 percent were 
aged 50 and above. There were 14 people who felt that ICP’s services was somewhat well, two 
people who felt ICP was not helpful, and two people who had no comment.   
The chi-square analysis for this data yielded a Pearson chi-squared value of 13.07. The 
significance value was calculated to be .159, which indicates that the correlation between ICP’s 
helpfulness and its clients’ age range is not statistically significant (.159>.05).  
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Income 
Total Less than $24,999 $25,000 to $49,999 $50,000 to $99,999 
ICP’s  
Helpfulness 
Very well 33 24 9 66 
50.0% 36.4% 13.6% 100.0% 
Somewhat 
well 
9 2 3 14 
64.3% 14.3% 21.4% 100.0% 
Not so well 1 0 1 2 
50.0% 0.0% 50.0% 100.0% 
Not 
sure/neutral 
1 1 0 2 
50.0% 50.0% 0.0% 100.0% 
Total 44 27 13 84 
52.4% 32.1% 15.5% 100.0% 
Table 12: Crosstabulation between ICP’s helpfulness and clients’ income level 
 
 
As shown in Table 12, 52.4 percent of the clients who filled out the survey had an 
annual income of $24,999 or less, 32.1 percent had an annual income between $25,000 and 
$49,999, and 15.5 had an annual income between $50,000 and $99,999. No clients had an 
annual income of $100,000 or more. Among the clients who felt that ICP had helped them very 
well, 50 percent had a yearly income of $24,999 or less, 36.4 percent a yearly income between 
$25,000 and $49,999 per annum and 13.6 percent a yearly income between $50,000 and 
$99,999. 
The chi-squared analysis for this data yields a Pearson chi-squared value of 5.365, with 
a significance value of .498, indicating that the correlation between ICP’s helpfulness and 
client income level is not statistically significant (.498>0.05). 
Overall, this study therefore shows that there is no correlation between ICP’s 
helpfulness and clients’ demographic criteria, which include the ethnicity, age, and annual 
household income. Additionally, many comments from the survey were positive. A female 
52 
 
83%
6%
11%
Yes
No
Not Sure/Neutral
client said that ICP was a very good and helpful program, and that she was very thankful to 
the staff. According to immigration specialist Ms. Glenda Solis, the ICP team has always held 
on to one goal, which is not to turn away any clients. The team tries to assist as many clients 
as possible, regardless of their background.  
 
3. Does ICP succeed in providing quality immigration legal services to its clients? 
The survey asked about the ease of communication with ICP as well as the main 
challenges faced by clients when dealing with ICP. 
 
 
  
 
 
 
 
Figure 9 above illustrates clients’ opinions about the ease of contacting ICP. Overall, 
83 percent of them agreed that it was easy to contact ICP, 11 percent were neutral, and six 
percent of the clients reported difficulty. In addition, a number of clients’ comments in the 
open-ended question at the end of the survey explicitly mentioned that ICP staff members were 
very responsive and that it was easy to reach the program’s staff members. 
 
Figure 9: Clients’ opinions on whether they think it is easy to contact ICP 
 
53 
 
 
 
Responses 
Percent of Cases N Percent 
Challenges Lack of information on application / procedures 11 12.0% 13.1% 
Understanding the forms 12 13.0% 14.3% 
Too much documentation / difficulty of the entire 
process 
7 7.6% 8.3% 
The waiting processes 16 17.4% 19.0% 
Collecting all the documents needed 12 13.0% 14.3% 
English proficiency 2 2.2% 2.4% 
Not sure / neutral 16 17.4% 19.0% 
Others 16 17.4% 19.0% 
Total 92 100.0% 109.5% 
Table 13: Challenges faced by clients when dealing with immigration process 
 
Table 13 above illustrates the challenges faced by clients when dealing with the 
immigration process. In the survey, each client typically listed more than one type of challenge. 
Out of 84 clients, 16 indicated that the waiting time for the different applications and petition 
processes when dealing with USCIS was the toughest challenge (13.1 percent of all 
respondents and 12 percent of all challenges). This highlights how much immigration legal 
processes and their associated processing times affect both ICP’s clients and staff members. 
According to Ms. Jenkins, these includes all types of applications or cases involving specific 
procedures, such as screening and paperwork processes.  
Interestingly, English proficiency was the least mentioned among all challenges, at 2.4 
percent of all respondents and 2.2 percent of all challenges. This highlights how prepared ICP 
is to help clients who cannot speak English fluently; in particular, ICP has a sufficient number 
of Spanish-speaking immigration specialists who are able to help the Spanish-speaking clients 
who constitute 85 percent of all ICP’s clients (Figure 7).  
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According to Figure 10, out of the 84 clients surveyed, 79 percent of them think that 
ICP is very helpful with assisting them dealing with immigration problems. In addition, 17 
percent of them judge ICP’s helpfulness as moderate, while two percent of them felt ICP’s 
services were not good, and two percent of the clients had no opinion.  
 
Clients’ opinions Yes No Not sure/neutral 
Does the ICP staff treat you with respect and 
courtesy? 
82 (98%) 1 (1%) 1 (1%) 
Do you feel safe and comfortable discussing 
immigration problems or concerns with ICP? 
82 (99%) 1 (1%) 0 (0%) 
 
 
  
Table 14 displays the clients’ opinions about being respected and feeling safe at ICP. 
It shows that 98 percent of the clients felt they were respected by ICP staff, and that 99 percent 
of them felt safe when they discussed immigration problems or concerns with ICP. This 
highlights the very positive opinions that clients have about ICP staff members, and shows that 
its immigration specialists are respectful and treat their clients with care and concern.  
Figure 10: Clients’ opinions on how well ICP helps them to deal with immigration problems 
Table 14: Clients’ opinions on how they felt when getting assistance from ICP 
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4. To what extent are clients satisfied with ICP’s assistance? 
  
 
 
 
 
  
Figure 11 shows that 76 percent of ICP clients were very satisfied with ICP’s services, 
19 percent were satisfied, three percent were dissatisfied, and two percent had no comment. In 
other words, 95 percent of ICP’s clients approached were satisfied with the program’s services.  
 
4.1. What are the challenges/problems faced by clients when seeking ICP’s assistance? 
The research study also gathered suggestions from clients about how to improve the 
program and ICP’s overall performance. To this purpose, the survey included an open-ended 
question in order for ICP to better understand its clients’ experiences and the things they valued. 
Based on the responses, the majority of clients were satisfied by the program and its services, 
and felt like they were helped to solve their immigration-related issues. Some clients also gave 
constructive comments about their problems when dealing with ICP. For example, some clients 
said that their experience with ICP could have been improved if ICP hired more staff members 
and attorneys. Other clients suggested that ICP should disseminate information about their 
services more widely, for example through the use of social media platforms. Finally, some 
Figure 11: Percentage of ICP clients’ satisfaction 
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clients recommended that ICP should extend their working hours, since currently ICP opens 
from Monday through Thursday, from 10 am to 6 pm; the main reason is because these clients 
felt that it was inconvenient for them to take time off from work to meet with immigration 
specialists. 
 
4.2. Will the clients seek ICP again if they need help in the future? 
 
 
 
 
 
 
 
  
Figure 12 illustrates three different categories of ICP’s clients who expressed their 
willingness to come back and seek help again in the future: new clients, returning clients 
(clients that used ICP services before), and current clients (clients currently being helped by 
ICP). There were 82 clients who participated in the survey out of 84 said they would return to 
ICP if they needed help with immigration-related issues again. Out of these 82 clients, 33 were 
new clients, 30 were returning clients, and 19 were current clients. Only one current client 
commented that he/she would not return to ICP, and another current client had no comments 
about this question. From this figure, we can calculate that ICP has a 97.6 percent client return 
Figure 12: Clients’ willingness to return to seek help from ICP in the future 
57 
 
98%
1% 1%
Yes
No
Not sure/neutral
rate. This highlights once again that ICP clients are generally very satisfied with the services 
provided and that they trust the staff members to help them.    
 
4.3. Will the clients recommend ICP to others? 
 
 
 
 
 
 
 The survey also asked clients about their willingness to recommend ICP to other people 
who may need immigration services. Figure 13 shows that 98 percent of the clients were 
willing to recommend ICP to others, while only one percent of them said they would not 
recommend ICP, and one percent had no comments. Therefore, a large majority of ICP clients 
would recommend ICP’s services to others around them, which highlights again that ICP 
provides quality immigration assistance services, thanks to staff members that clients trust. 
 
 
 
 
Figure 13: Clients’ willingness to recommend ICP to others 
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Section 5: Analysis 
The main purpose of this study was to evaluate the effectiveness of ICP by interpreting 
data collected about the program. These data were based on questions asked directly to some 
of ICP’s management staff (service providers) as well as to ICP clients (service receivers) to 
know about their opinion; the data collection was mainly based on three sources: ICP records, 
semi-structured interviews, and client surveys. The obtained data were analyzed with the 
objective of answering the research questions asked in Section 3.1. 
The first question focused on the program implementation. Therefore, the data were 
first analyzed in order to assess whether the program had adequate staff resources to deliver its 
services. Throughout the period of time during which the data was collected, the number of 
clients who came to ICP office seeking for help and the number of cases completed by ICP 
reached maxima and minima at exactly opposite times. For example, in December 2017, the 
number of clients who came to ICP reached a minimum (177), which resulted in a maximum 
number of cases completed by the ICP team that same month. Meeting with clients and 
following-up with the completion of cases are both important during the immigration legal 
process. The ICP team schedules time to meet clients and to follow-up with their cases 
concurrently without neglecting any part of the process. However, the management staff 
indicated that they were aware of the importance of adequate staffing in the program, and they 
recently hired two people dealing with outreach as well as one additional attorney. 
Secondly, this study determined what the most impactful outreach strategies were 
among clients. Most clients heard about ICP through word-of-mouth, mostly through their 
family and friends. Other outreach avenues included television/radio advertisements and 
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interviews, other community-based organizations in the county, as well as the distribution of 
flyers at churches and schools.  
Thirdly, the semi-structured interviews helped determine the obstacles that the ICP 
staff members face in delivering immigration legal services. Surprisingly, the challenges 
typically thought to be faced by non-profit organizations, such as the high demand for services 
or insufficient funding and resources, were not on top of their list. Indeed, both the attorney 
and immigration specialist interviewed mentioned about the stresses faced by the ICP staff 
members. This stress essentially comes from the management of the staff’s emotions when 
wishing to provide legal services to immigrants, while simultaneously recognizing that they 
were unable to help every client. Thus, learning stress management techniques is critical for 
immigration specialists who work in such an environment. Additionally, the immigration 
specialist also mentioned that ICP should eventually expand their services to further areas, 
such as the Central Valley, since some of ICP clients come all the way from distant counties 
of California. These clients come to ICP regardless of the long distance, because of the trust 
they place into ICP through the word-of-mouth from people around them.  
Client demographic factors and how they affect the program’s effectiveness were also 
included in this research study. The survey data demonstrated that ICP serves mostly clients 
from Hispanic/Latino ethnicity aged between 18 and 29 years old, who have some post-
secondary education background, who have an annual household income of $24,999 or lower, 
and who reside in Santa Clara County. Due to ICP’s office location in San Jose in a 
neighborhood whose majority population is of Hispanic origin, it is not surprising to see that 
ICP’s Hispanic clients are more numerous than clients from any other ethnicities by far. 
Additionally, the present study established that clients’ ethnicity, age, or income level did not 
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impact ICP’s effectiveness. Most clients felt that ICP helped them very well when dealing with 
immigration problems, regardless of their demographic factors. 
This study also looked into the success of ICP while providing quality services. One of 
the concerns related to this question was how easy it was for the clients to contact ICP. While 
most clients felt it was easy to contact ICP (83 percent), about six percent of clients felt it was 
difficult. The team has one administrative staff member whose main tasks are to answer phone 
calls and emails from clients, and to attend to clients who walk into the office. However, one 
person only to perform these tasks may not be enough, because she cannot be at her desk 
answering calls or emails when she helps clients who are walking in. This highlights an 
understaffing problem at ICP. 
Another point that arose from this study was that the toughest challenge and main 
frustration faced by ICP’s clients was the long waiting times associated with immigration 
processes. ICP management explained that this was an unavoidable and unpredictable part of 
the process, and that waiting times were different from one case to another. Another challenge 
usually faced by clients seeking immigration help is their English proficiency, but in the case 
of ICP this is not the biggest issue, since ICP staff includes immigration specialists who are 
able to speak Spanish and therefore communicate easily with the majority of their Hispanic 
clients. In general, the study established that ICP was doing very well to help its clients deal 
with immigration problems, treat them respectfully and make them feel safe to talk about their 
concerns with immigration specialists.  
The last important point this study wanted to address was about ICP’s clients’ 
satisfaction about the program. This could be determined mostly from the client surveys, 
although the information obtained from the semi-structured interview allowed us to correlate 
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clients’ opinions with actual data. Some clients suggested that ICP should extend their daily 
office hours, which includes opening on Friday or even on weekends, so that they would be 
able to go to ICP without taking any time off from work. As mentioned by the supervising 
attorney Jessica Jenkins, the main reason why the ICP team decided to open their doors to 
clients only four days a week rather than five was because the team needs at least one day per 
week (in this case, Friday) to follow up on their clients’ cases, and to handle the associated 
paper work. Additionally, clients also hoped that ICP would expand marketing strategies to 
promote ICP. According to ICP’s Director Monica Limas, ICP has placed more efforts into 
outreach in the recent years, by creating a new website, updating their information online, 
hiring two outreach staff members in 2017, as well as collaborating with other non-profit 
organizations on campaigns. She wishes to see these efforts result into reaching out to more 
people that may need their assistance. Finally, the study established that a large majority (95 
percent) of clients were satisfied with ICP’s services, that they would contact ICP again in the 
future if they need help, and that they would recommend ICP to people around them.  
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Section 6: Conclusion 
Immigration is an issue of national importance in the United States. Across the country, 
legal services organizations and pro-bono attorneys work hard to assist immigrants and address 
their needs by providing them access to competent and quality immigration legal services. All 
these programs are doing their best to empower immigrant rights, while facing challenges such 
as lack of funding, lack of resources, and ever-changing immigration policies at the same time.  
Overall, ICP has made a great effort to make the quality of their service as their highest 
priority to gain clients’ satisfaction and trust. The present study establishes that ICP 
understands and respects clients’ needs and concerns. The positive opinions of its clients highly 
contribute into building trust in the program, by creating an atmosphere of strong confidence 
about the quality of the services ICP provides. 
The client population targeted by ICP is influenced by several key factors, which 
includes the geographic location of ICP’s office, the word-of-mouth from previous to potential 
clients, and the fact that ICP is a program run as a unit of CET, of which the majority of clients 
are of Hispanic/Latino ethnicity. Yet, these factors do not affect ICP’s effectiveness in general. 
The only drawback of this situation is that there is not enough demand from potential clients 
from populations speaking other languages for ICP to justify an increase of resources toward 
encompassing a broader population.  
In conclusion, this research study established that ICP is an effective program which 
provides immigration legal services to local immigrants, in particular to the Hispanic/Latino 
population in Santa Clara County.  
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Section 7: Appendices 
Appendix A: Semi-Structured Interview with ICP Director, Monica Limas 
1. From your point of view, what are the main goals and objectives of ICP? 
a. Do you think that they reflect the needs of local communities? 
b. Do you think ICP achieved their goals and objectives yet? 
2. Do you think that local communities are aware of the ICP services? 
3. What are the barriers and facilitators in running this program? How do you address these? 
4. Has appropriate (different language-speaking, different background and culture) staff been 
recruited to handle cases? 
5. Is the number of ICP staff delivering services adequate to handle the amount of cases it is 
assigned? 
6. In what way, if any, has the training program influenced staff practices on the job? 
7. Do you have any other thoughts about this evaluation? 
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Appendix B: Semi-Structured Interview with ICP Supervising Attorney, Jessica Jenkins 
1. Do you think that ICP services reflects the need of local immigrants? 
2. What are the challenges/problems faced by ICP when conducting screening process? 
3. Do you think ICP staff are well-trained appropriately (in immigration knowledges and 
language competency) in providing immigration legal services? 
4. In what way, if any, has the training program influenced staff practices on the job? 
5. Is ICP more successful with a specific community compared with other ethnicities? Why? 
6. What comments or questions do you have for this evaluation? 
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Appendix C: Semi-Structured Interview with ICP Immigration Specialist, Glenda Solis 
1. How long have you been working as an immigration specialist? 
2. What is your background/working experience before involving in immigration legal field? 
3. What are the challenges that you face in providing immigration legal services? 
4. What do you think are the most important resources/training for someone to excel in this 
role? 
5. What would you like to tell me that you’ve thought about during this interview? 
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Appendix D: Service Request Form 
 
67 
 
 
 
68 
 
 
 
69 
 
Appendix E: Immigration Consultation Form 
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Appendix F: Naturalization Intake Form  
 
77 
 
 
 
78 
 
 
 
79 
 
 
 
80 
 
Appendix G: DACA Legal Screening Tool 
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Appendix H: Client Survey for Immigration Citizenship Program (ICP) - English 
Version 
We appreciate your feedback on this survey. Your comments will help us in planning future similar 
events. Please take a few minutes and answer the following questions. Please do not put your name 
on this page. Feel free to write additional comments on the back of the page if you wish. Thank you 
for your feedback! 
All the information provided will be kept strictly confidential. This survey questions have been 
reviewed and approved by the Institutional Review Board (IRB) of San Jose State University. 
Participant #: ____________ Date: __________ 
Demographics 
 
1. What is your age? 
o 18-29 
o 30-39 
o 40-49 
o 50 and above 
 
2. What is your gender? 
o Male 
o Female 
o Not Disclosed 
 
3. What category best describes your annual household income? 
o Less than $24,999 
o $25,000 to $49,999 
o $50,000 to $99,999 
o $100,000 or more 
 
4. What is your level of education? 
o None 
o Secondary or less 
o Some post-secondary 
o Bachelor’s degree 
o Graduate and post-graduate degree 
 
5. What is your ethnicity? 
o Hispanic/Latino 
o Native American 
o Asian/Pacific Islander 
o African American 
o Caucasian  
o Other ________________ 
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6. What is your current residing county? 
o Alameda County 
o Contra Costa County 
o Marin County 
o Monterey County 
o San Benito County 
o San Francisco County 
o San Mateo County 
o Santa Clara County 
o Santa Cruz County 
o Solano County 
o Other ________________ 
 
7. What is your country of origin? 
________________ 
 
8. What language(s) do you speak? 
________________ 
 
 
What do you think about ICP 
 
1. Which of the following categories best describes your status at ICP? 
o New client 
o Returning client (Had been using ICP immigration legal services before) 
o Current client 
 
2. How long have you been a client of ICP? 
o This is my first appointment 
o Less than 6 months 
o 6 months to 1 year 
o 1 to 2 years 
o 2 years or more 
 
3. How did you hear about ICP services?  
o Word of mouth (friends, family, etc) 
o Television 
o Radio 
o Online 
o Community-based organizations 
o Social services 
o Flyers 
o Church 
o Other(s)________________ 
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4. How do you communicate/contact with ICP?  
o Telephone 
o Email 
o In-person meeting 
o Regular mail 
o Through lawyer 
o Other(s) ________________ 
5. Do you feel it is easy to contact/connect with ICP? 
o Yes 
o No 
o Not sure / Neutral 
 
6. What is the main reason for you to apply to change your immigration status? 
o Get a job or improve your job/business 
o Get more education or training  
o Get involved in your local community (school, associations, political activities, etc.) 
o Feel settled in the country 
o Not sure / Neutral 
o Other(s) ________________ 
 
7. What challenge(s)are you facing when applying for immigration benefits? 
o Lack of information on application / procedures 
o Understanding the forms 
o Too much documentation / difficulty of the entire process 
o The waiting processes 
o Collecting all the documents needed 
o English proficiency  
o Not sure / Neutral 
o Other(s) ________________ 
 
8. What is your English proficiency level? 
o Weak 
o Fair 
o Good 
o Not sure / Neutral 
 
9. How well do ICP immigration legal services help you deal with your immigration problems? 
o Very well 
o Somewhat well 
o Not so well 
o Not sure / Neutral 
 
10. Does the ICP staff treat you with respect and courtesy? 
o Yes 
o No 
o Not sure / Neutral 
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11. Do you feel safe and comfortable discussing immigration problems or concerns with ICP? 
o Yes 
o No 
o Not sure / Neutral 
 
 
12. In an overall sense, are you satisfied with ICP immigration legal services? 
o Very satisfied 
o Satisfied 
o Dissatisfied 
o Not sure / Neutral 
 
13. If you want to seek help again, will you be coming back to ICP? 
o Yes 
o No 
o Not sure / Neutral 
 
14. If a friend needed similar help, would you recommend this program to him or her? 
o Yes 
o No 
o Not sure / Neutral 
 
15. What changes could ICP make to improve its services in the future? 
________________________________________________________________ 
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